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Please state your name for the record:

My name is Michael D. Chrysler.

By whom are you employed and what is your position?

I am employed as a Regulatory Analyst by the Consumer Advocate and Protection
Division (“CAPD”) in the Office of the Attorney General for the State of
Tennessee.

How long have you been employed in the utility industry?

Approximately 35 years. Before my employment with the Attorney General, I
was employed with Terre Haute Gas Corporation for approximately 2 %2 years and
Northern Indiana Public Service Company (NIPSCO) for 24 years.

What is your educational background?

I have a Bachelors degree in Business Admimstration from Fort Lauderdale
University (1970) with a major in accounting. Additionally, I have attended
numerous “outside” training classes including NARUC Eastern Rate Case School,
Arthur Andersen Rate Case School, American Gas Association Rate Case School,
and a mini MBA school offered to NIPSCO Senior Management (and invited
staff) provided by Purdue University Northwest.

Describe your work experience.

Before joiming the Consumer Advocate and Protection Division (CAPD), I was
employed by Terre Haute Gas Corporation as an Assistant Office Manager. Whlle
employed with NIPSCO, I served in various positions in Consumer Accounting,
Rate and Contract, Strategic Planning, Consulting Services, and finally as

Principal of Electric Business Planning Departments. As a Regulatory Analyst
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Q-6
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A-7
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with the CAPD, I am responsible for afial}is arid dévelopment of utility issues as
assigned.

Please describe your involvement with work-related organizations/memberships
since you joined the Consumer Advocate and Protection Division.

Since joining the Consumer Advocate and Protection Division m 1998, I have

been an active participant of the NASUCA (National Association of State Utility
Consumer Advocates) Gas and Consumer Protection Cqmmittees where I serve as
the Chair.

Please detail the responsibilities of Chair of the NASUCA Consumer Protection
Committee.

The Charr 1s responsible for communicating relevant Consumer Protection issues,
updating the committee representatives of the 42 NASUCA states through email,
telephone contact, monthly teleconferences, sponsoring and promoting relevant
resolutions, and reporting status to the NASUCA Executive Committee. The Chair is
also responsible for determining monthly conference agenda, and development of panel
discussion topics, panelists, and Consumer Protection panel moderator for the Mid-Year
and Annual NASUCA meetings.

What is the purpose of your testimony in this proceeding?

My testimony will deal with the need for Service quality metrics and reporting.

The CAPD 1s very concerned that recent merger and acquisition activity, changes

in management philosophy, movement of the Tennessee American Water

Company (“TAWC?”) call center function to Alton, Ilhinois and movement of the

TAWC accounting function to New Jersey places negative pressure on service
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quality levels for TAWC consumérs. Thé CAPD tiniderstands that TAWC
employs service metrics (at least some of which were provided by Tennessee
American in response to TRA Data Request #1, Question 15 and CAPD Data
Request #1, Question 10 an(i itemized in number 9 below) as a management
balancing tool. The Company should report these service metrics (as detailed
further in my testimony) to 1ts Tennessee customers, the TRA, and CAPD and
remstate American Water Works Customer Service Quality Surveys discontinued
after 2002. Because TAWC currently tracks service quality internally, reporting
of these metrics will be neither unduly burdensome nor expensive.

Can you comment on the Tennessee American Call Center Performance metrics
as identified by TRA Staff Data Request #1, Question 15 and followed up by CAPD
Data Request #1, Question 10?

Yes, the following metrics were identified by the Company as requested in TRA
Staff Data Request #1, Question 15 and followed up by CAPD Data Request #1,
Question 10 (CAPD MDC Schedule 1):

1. Time to connect the customer to the éystem;

2. Restoring of water service;

3. New meter installations;

4. Billing inquiries;

5. Meeting appointment times;

6. Meter Reading - percent of meters read; and

7. Customer Satisfaction Surveys - (CAPD MDC Schedule 1A) (discontinued 1 2002).

Q-10 Was analysis of the performance metrics helpful in determining service quality?
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A-10 Yes. With respect to meter reading, TAWC providéd an explanation in response

to CAPD Data Request # 10 (F) which shows by percentage the meters read by
month from July, 2003 through September, 2004. This information 1s contained
in CAPD MDC Schedule 1). During this period TAWC used estimated meter
reading 1n less than ten percent (10%) of the time, obtaining actual meter readings
1n excess of mmety percent (90%) of the time. Actual visits to the customer’s
premises are important with respect to accuracy, but also enhance service related
to safety and maintenance issues.

However, responses to the balance of the metrics were less meaningful':

A. (Time to connect the customer to the system) - Although the Company
recognizes this as an important metric, they state: “No specific data is tracked to
quantify time to connect the customer beyond this measurement presently on a
monthly basis.”

B. (Restoration of Water Service) - “No specific data for the field work 1s
tracked for this metric, as these may vary based upon the customer’s
circumstances.”

C. (New Meter Installation) - “In general, the average time required to take the
mquiry at the Call Center is on average 5 minutes to handle the inquiry over the
phone.” There 1s no data supporting this assertion.

D. (Billing Inquiries) - “The field work portion of the work requires

approximately 5-15 minutes, on average, depending on the complexity of the issue

! Paraphrases of TAWC response to CAPD Data Request #10 - reflecting lack of specific
statistical responses
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Q-11

A-11

and providing an explanation to theé customer 1f they are present when the Field
Service Representative (FSR) arrives at their residence. Again, specific data for
types of metrics for service are not segregated presently by type’{;)'f';ir;quiry or by
‘function performed 1n the field, specific to billing inquiries.”
E. (Meeting appointment times) - “No statistical data is currently tracked to
determine compliance with meeting appointment times, however, based on calls
analyzed periodically for quality monitoring indicates that 86-95% of the calls are
handled and the customer 1s satisfied or very satisfied with the service and
response of the company.”

What is your analysis of TAWC’s responses regarding Service quality metrics?

My analysis of the Company petition and discovery responses indicates to me that

the Company understands the importance of these metrics to the customer.

However, the company does not keep track of the all necessary metrics, nor does

it report same to the TRA or the CAPD. TAWC should report and refine the

statistics on a regular basis to provide a meaningful performance measure.

Q-12 Does the CAPD have record of a Tennessee utility utilizing and refining

performance metrics in quantifying and reporting service quality?

Yes Nashville Gas records performance metrics. Attached herewith is CAPD
MDC Schedule 2. Included as my Schedule 2 exhibit, 1s a copy of the “Filing
Guidelines For Rate Cases” by Nashville Gas Company detailing similar (but
more refined data) providing statistical responses for metrics covering “Customer
Service”, “Service Department”, and “Construction Department”, “Meter

Services”. This 1s actual data for measuring work performed by employees of
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Nashville Gas that provides a meaningful metric for customer service

performance, showing the following:

A. Customer Service: - years 1998 through 2002 for all metrics

1. # Calls Received (% Answered)

2. Average Answer time (1n Minutes)

3. Length of Call (in Minutes)

4. After Call Processing Time (%)

5. Number of Walk-Ins

6. Customer Call Backs

7. Supervisor Referrals

8. Cash Transaction Processed (Nashville)

B. Service Department - by month/by year

1.

2.

7.

Orders Worked

Appointment Orders

. Appointments Missed

Emergency Orders

. Emergency Response Time (minutes)

. Meters Set

Applances Installations

C. Construction Department - By year

1.

2.

3.

TN 1 Call Tickets

Service Orders Received

Service Orders Installed
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4. Backlog (weeks)
5. Damages
6. Service Renewal/Relocate
7. Services Retired
8. Survey Leaks
D. Meter Services - By Year
1. # of Meters Read
2. Risers Inspected
3. Estimates (estimated readings)
4. Skips
5. Re-reads
6. Door tags
7. DNPs (Did Not Pay) worked

Q- 13 Please discuss the Customer Satisfaction Surveys, as developed by American Water

Works, but discontinued in 2003 (see CAPD-MDC Schedule 1A).

A-13  American Water Works was a company truly interested in both the quality of the
product provided and the satisfaction with the service of the product. The attached
CAPD-MDC Schedule 1A 1s a copy of the Customer Satisfaction Survey last used by
American Water Works. Customers were requested to respond to various service metrics
on a quarterly basis. The metrics included:

1. Satisfaction with American Water System overall;
2. Satisfaction with the water quality overall;

3 Agreement that American Water System is a leader 1n the water industry; and
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Q-14

4. Rating with the utility value recéivéd froni American Water System.

Is it your opinion that TAWC should re-institute the surveys?

A- 14 Yes, re-institution of the customer surveys will provide customers with the ability to

communicate their perception of the product provided and the level of service provided
them by TAWC. Re-institution of the surveys will promote better communication

between TAWC, the TRA and the CAPD.

Q-15 Has the Company improved in service quality for the percentage of meters read on

A-15

Q-16

a monthly basis?

Yes. The CAPD would like to commend the company in respect to its efforts mlreducing
estimated meter readings since the last rate case. In CAPD MDC Schedule 3” included
for reference, TAWC disclosed that estimated meter readings had increased from 1.4%
in 1999 to 19.27% 1n 2002. TAWC’s response to CAPD data request #1, Question 10(F)
(CAPD MDC Schedule 1) reflects the percentage of meters read to the mid- 90% 1n
2004°. The CAPD understands that the Company has made a shift to a more flexible
workforce employing temporary employees and assigning various employees based on
need rather than job title. In the final analysis, however, the best way to verify that
customers are being consistently served 1s through regular reporting of established
service metrics.

Is Meter Reading the only element of Service quality of concern t'o the

Consumer Advocate and Protection Division in this rate request?

2 CAPD MDC Schedule 3 which was Question 69 and response by TAWC (1n 03-00118) detail of
estimated vs Actual bills rendered for years 1997 through 2002 detailing % of estumated bills per year

3 CAPD MDC Schedule 1, response to CAPD Data Request #1, Question 10(F) (% of meters read)

9
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Q-17

RO

No. Meter Reading is only one barométér 6f concern. The CAPD continues to enjoy a
positive working relationship with the representatives of TAWC. However, the new
owners of TAWC have changed the focus of the Company from a water utility concerned
with providing a good product and good service to a water company more concerned with
increasing its rate of return. The Company is focused on “finances first” leaving “service
quality” as a second tier consideration, as 1pd1cated by:

1. Removal of Customer Satisfaction Surveys - An important coﬁcem of American

Water Works (RWE’s decreased interest in the perceived value of the product and

services provided 1s shown by its decision to end the surveys);

2. “Top - Down Financial Goals” prescribed by RWE/Thames and floated down the

various companies (detailed in Dr. Brown’s testimony*); and

3. Frequent rate filings’ (in several states) - reflecting Corporate goals focusing

primarily on earnings.
The new, “Tennessee American” should re-focus 1ts efforts on service quality, as 1t once
did. Regular reporting of metrics for quality of service benchmarks are an initial first step
in this regard.
What “Performance Metrics” are you proposing to be reported to Tennessee
Consumers?
The CAPD Proposed Performance Metrics are similar to the service standards 1dentified
by Nashville Gas Company and reported in my CAPD MDC Schedule 2 (which was a

response to CAPD Data Request #1, Question #8 TRA Docket #03-00313) for reference,

4 Testimony of Dr Steve Brown, n TRA Docket #04-00288 pp 14-18
3 1d.
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Q-18

A-18

and adaptations of customer service éﬁ(péctatl(‘)ns; 1.€., Customer Service, Service
Department, Meter Services, and Construction metrics slightly modified to incorporate
the performance metrics identified by the Company and reported earlier in my testimony.
CAPD believes that the establishment (and regular reporting) of service metrics provide a
standard of service for one point in time that will provide a standard of comparison for
future periods. Service metrics will also answer the question (1n real terms) of any actual
benefit that new technology may provide, as well as identify any service quality 1ssues
that may need to be addressed in future proceedings.
Please detail the suggestions for service metrics by function.
The following service metrics can provide a “first step” in being able to answer the
question regarding a continuily of service quality (reported on a monthly basis).
1. Customer Service - Call Center

A. # Calls Recerved

B. Average Answer Time (Minutes)

C. Handle Time (Minutes)

D. Supervisor Referrals

2. Service Department

A. Orders Worked

B. Appointment Orders (% on-time)

C. Appointments Missed

D. Emergency Orders Worked

E. Emergency Response Time (Minutes)

3 Meter Reading

11
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A. % of meters read
B. Meters not read (6 and 12 months)
4. Customer Satisfaction Surveys - The CAPD proposes the re-
implementation of Customer Satisfaction Surveys® (w1.th the addition of
Call Center and response tlrﬁe satisfaction surveys) and reporting‘of same
on a quarterly basis to the Tennessee Regulatory Authority. The survey questions
should request customer response to the following service metrics:
A. Satisfaction with Ease in Reaching Tennessee American Water (Call
Center) - Goal of 90% satisfaction;
B. Satisfaction with water quality - Goal of 90% satisfaction;
C. Satisfaction with Call Center operation - Goal of 90% satisfaction;
D. Satisfaction with response time for service problems - Goal of 90%
satisfaction; and
E. Rating with utility value received from Tennessee American Water -
Goal of 80% satisfaction.

Q-19 Please summarize your recommendations in this case.

A-19 The American Water System Customer Satisfaction Company Overall Measures
by Quarter last reported 1n 2002 (CAPD MDC Schedule 1A) reflected a large
water system operating in numerous states and quite concerned with the quality of
product sold and the service incorporated in delivening it to the customer. Further,

it actively solicited responses by 1ts customers to those issues (presumably to

% (CAPD MDC Schedule 1A) American Water System, customer Satisfactton Company Overall
Measures - Discontinued in 2002

12
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promote improvements to the product or the service provided )
In reviewing the data provided by the Company and analysis, we now find new ownership
that seems to be driven more by profits and financial goals “Top-down directed” annual
financial return goals, annual rate requests, and an end to the customer service surveys
reflect a company less interested in quality of service for a “World Class Water
Company’” than its predecessor, American Water Works.
The CAPD is hopeful that the Company will seek to communicate and nurture credibility
with its customers, the TRA, the CAPD and plans on reinforcing its service quality goals
by adding an emphasis on continuing to provide a good product and consistently good
service. Monthly reporting of service quality metrics along with quarterly surveys to
Tennessee consumers would be an effective method to meet this challenge.

Q-20 Does this conclude your testimony?

A-20 Yes.

ODMA\GRPWISE\sd05 IC01S01 JSB1 81191 1

7 As benchmarked by Amernican Water Works Surveys (CAPD MDC Schedule 1A).
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BEFORE THE TENNESSEE REGULATORY AUTHORITY
AT NASHVILLE, TENNESSEE

IN RE: PETITION OF TENNESSEE-AMERICAN )
WATER COMPANY FOR APPROVAL OF CHANGE ) DOCKET NO. 04-00288
IN RATES AND CHARGES )

)

AFFIDAVIT

STATE OF TENNESSEE )

COUNTY OF DAVIDSON )

Before me, the undersigned authority, duly commissioned and qualified in and for the State
and County aforesaid, personally came and appeared, Michael D. Chrysler, being by me first duly
sworn deposed and said that:

He is appearing as a witness on behalf of the Consumer Advocate and Protection Division
of the Tennessee Attorney General’s Office and 1f present before the Authority and duly sworn, his
testimony is set forth 1n the annexed tra11écﬁpt consisting of pages.

MICHAEL D. CHRYSLER

Sworn to and subscribed before me
this day of , 2004

NOTARY PUBLIC

My commission expires:

ODMA\GRPWISE\sd05 IC01S01 JSB1 811911
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Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

"Docket No. 04-000;

Exhibit CAPD-MD
Schedule
Page 1 of

THE FOLLOWING CALL CENTER PERFORMANCE METRICS WAS
IDENTIFIED IN RESPONSE TO TRA STAFF DATA REQUEST #1,
QUESTION 15 (PROVIDE THE PAST THREE YEARS MONTHLY DATA

FOR EACH METRIC,)

A Time to cbnnect the customer to the system

Response:

B Restoring of water service

Response:

C New meter installations

Response:

D Billing nquiries

Response-

E Meeting appointment times

Response

F Meter Reading — percent of meters read
Response

G Customer Satisfaction Surveys — provide a copy of survey responses

since 2001

Response

A Time to connect the customer to the system

Response Normally, a customer that contacts the company for water service will be
asked whether they prefer to have service connected in the morning or afternoon on a




Docket No. 04-00034"

Exhibit CAPD-MDC

Interrogatories and Requests for Production Schedule 1
Of Documents by the | Page 2 of 4

Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

particular date A service order Is then generated 'and generally, a request that Is
received on Day One 1s executed on Day 2 Service orders that are worked on a
particular day are completed in the computerized customer service systemby 700 pm
the same day Emergency service orders are generally made avatlable immediately to
the local field service representative to be worked as soon as they are notified
Therefore, in the normal course of business, the average time to connect a customer is
two days, Day 1 1s the day the customer contacts us, Day 2 the service order request I1s
completed In the field and entered Iinto the computer the same day The actual field
work to connect a customer to the system if existing service has been avallable at the.
residence I1s 10-15 minutes plus travel ime No specific data 1s tracked to quantify time
to connect the customer beyond this measurement presently on a monthly basis If the
property requesting connection to the system is not currently served, then TAW has a
process In place to facilitate the installation of a service line, meter setting and water
meter to serve the property Again, the company works with the property owner or the
builder to schedule the installation of these facilities to meet the needs of the customer
In general, the average time required to take the inquiry at the Call Center i1s on average .
S minutes to handle the inquiry over the phone

B Restoration of Water Service

Response Service Is restored within 24 hours and in most cases In less time than that
Restoration for non-payment of service 1s performed the same day, so long as the
payment i1s verified by 4 00 pm that day If service is disconnected for plumbing
repairs, service restoration will also occur the same day, so long as the order is
generated prior to 6 00 pm Again, in this case no specific data for the field work 1s
tracked for this metric, as these may vary based upon the customer’s circumstances
Restoration of service 1s also required for situations involving repair of customer
plumbing facilities, or for restoration of service resulting from hon-payment for service
Typically, turning on service to an existing customer, In either case, requires that the
customer notify the company that they have paid the outstanding amount or the
plumbing repair is completed and are ready to have the field service representative
dispatched to restore water service at the premises Such an Inquiry, on average
requires 5 minutes via phone to handle the inquiry from the customer and to create a
work order to schedule the reconnection The actual field work to restore water service
to an existing residential customer is between 10-15 minutes plus travel time No
specific monthly data Is tracked to quantify the actual field work specifically for this
activity presently

C New Meter Installation

Response A new meter Installation 1s performed as part of the function involved in
installing a new service line to serve a new residence, that has not previously received
service If the property requesting connection to the system s not currently served, then
TAW has a process in place to facilitate the nstallation of a service fine, meter setting
and water meter to serve the property Again, the company works with the property
owner or the builder to schedule the installation of these facilities to meet the needs of
the customer In general, the average time required to take the Inquiry at the Call Center
IS on average 5 minutes to handle the inquiry over the phone

D Billing Inquiries




l . Docket No. 04-0003
i ' Exhibit CAPD-MD

Interrogatories and Requests for Production |

Of Documents by the I

Attorney General (First Set) |

To Tennessee-American Water Company —=
Rate Case No. 04-00288

Response Billing inquiries are generally considered to include rereading the meter In
preparation for biling, reading the meter as the result of a high or low bill for service
received by the customer, request for a meter test, final bill for service, and check for a
leak The average handle time for a customer Inquiry by phone to the Call Center is 5
minutes or less, and this includes scheduling the order The field work portion of the
work requires approximately 5-15 minutes, on average, depending on the complexity of
the 1ssue and providing an explanation to the customer if they are present when the
Field Service Representative (FSR) arnives at therr residence If the customer I1s not
present when the billing inquiry I1s performed, then the Call Center personnel will contact
the customer by phone to Inform them of the result of the visit by the FSR Again,
specific data for types of metrics for service are not segregated presently by type of
Inquiry or by function performed in the field, specific to billing inquiries  Overall, the work
presented to the FSR Is performed on the date scheduled, however, If it cannot be
performed because of field conditions (customer required to home to meet FSR, etc)
then a door hanger Is also provided to Identify the findings at the residence and the work
order 1s completed by the FSR Finally, if a meter test 1s required as part of a billing
iInquiry, the meter is delivered to TAW meter testing faciity, and 1s tested in accordance
with industry standards Such a test requires approximately a total time of 1 hour to
complete, however, meters of like size and type are generally tested as a group, and a
meter test for 12 meters of the same size in the test bench, would require the same labor
input of approximately 1 hour ’

Schedule
Page 3 of

E Meeting appointment times i
Response Currently, we practice a schedule which provides that the customer i1s given’
a preference for either morning or afternoon to have the fleld service representative
perform the customer's request Appointments for a specific tme are mot practiced,
uniess we are unable to leave the water on to the premises With outside meter
settings, our policy allows us to leave the water on when a customer moves out, and
then If no one moves in within 30 days, we then shut off the service to the property -
Once the water at the meter I1s discontinued, we are allowed to turn water on even If the
customer 1s not at home The field service representative watches the meter, and if it
continues to register, it will be left off, and we reschedule a time the customer can be at
home Our evening shift has expanded to handle calls until midnight in the last 18 to 20
months and we are able to be more flexible In meeting the customer’s expectations
when required  As such, the goal is to meet every appointment within the time frame
required No statistical data is currently tracked to determine compliance with meeting
appointment times, however, based on calls analyzed periodically for quality monitoring
indicates that 86-95% of the calls are handled and the customer is satisfied or very .
satisfied with the service and response of the company

F Meter Reading-percent of meters read

Response
The percentage of meters read I1s shown by month Meters are read on a monthly basis
July 2003 92 37%

August 2003 88 73%

September 2003 92 18%
October 2003 92 70%
November 2003 98 38%



" Docket No. 04-00034 -

Interrogatories and Requests for Production | | Exhibit CAPD'MDC
Of Documents by the . 1‘SChedule 1
Attorney General (First Set) | | Page 4 of 4

To Tennessee-American Water Company IL_ y
Rate Case No. 04-00288
December 2003 95 54%
January 2004 98 01%
February 2004 9361%
March 2004 96 78%
April 2004 97 97%

May 2004 98 75%
June 2004 97 19%
July 2004 96 31% -

August 2004 98 02%
September 2004 91 97%

Customer Satisfaction Surveys-provide a copy of survey responses since 2001
RESPONSE Copies of the First Quarter and Year to Date 2002 Survey, !
Third Quarter and Year to Date 2002 Survey, '
and Fourth Quarter and Year to Date 2002 Survey
are attached The Tennessee operations was not evaluated In the
second quarter survey No customer satisfaction survey data has
been conducted in 2003 or 2004
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Customer Satisfaction Summary
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2. Sansfaction with the water quanty overall-
o 73 66% ot our customers are saustied with the water auahiy ov rall :
« 17 48% of vur customers are not satisfied with the waier quuhity averall )
«  The year end 2001 werghted score for total sanistacuon was 75 61% :
@ OQur company Coges for 2002 14 10 bave 79 1%, sansticd sith the warer quabty overall  Nevear end” 2002 we are bedow gur target \
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3. dgreement that Amerwan Water System s a leader 1 the warer industry- :
: « 20 33% of our customers agree that we arc leader in the water mdustey |
!
- 8 15% of aur customers do not 1gres that we are a leader 10 the water industry .
« The vear end 2001 weighted score for 1ol agreement was 30 78%
1
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below nur tarvct by 8 40,
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4 Ratng with the uufuy vatue recerved from dmercan Water System-

« 07 60% of our customus responded that they rezeve a good value for their utthty dotlar
«  1303% of aur customers responded that they do'not receive a pood value for their utlity dollar
- The vear end 2001 weighted score for total good valuc response wag 70 97°%

=D Owur wempany warget for 2002 (o have 75 67% of our custorm e respond that they teccive a good value tor their undity
dollae Atverr end# 2002 we are below our tar et hy X u7%,
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Satisfaction with American Water System Qverall

Top Ten Operations

Current .' I’reviouy ;
Quarter Rank Utility Subsidiary Operations { Year Eind* Total Satisfied | Quarter Rank '
!
I W VIRGINIA NORTHERN : 88 32% !
3 i PENNSYLVANIA : WESTERN ; 87 37% 8
k! MISSOURI CENTRAL | 37 27% 5
4 , MISSOURI EASTERN | So 9376 9
3 , KENTUCKY KENTUCKY I; 36 83% 5
0 , PENNSYLVANIA PIITSBURGIH , 36 11k B
7 ; ILLINOIS EASTERN : 85 0% 4 ~
3 TENNESSEE TENNESSEE : 33 §7% 12
9 NLCW JERSEY SOUTHWESTLRN [ 31 94% 3 )
10 i MICITIGAN MICHIGAN ': 31 46% 13

" Year ena cquals Quaner 3 = Quarter 4 2002
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Company
Current Quarter

4047

Company
Previous Quarter

16831

Company
Year End 2001

Top 2 qu '
Goal 2001 i

— ,
~f @ Very Satstied

Neither D Drssatisfied I]

Satsfied

Sattsfaction with American Water System Overall Trend
T B e e e

95% ‘
Wi ld (Class 90%
Leve  85% — - - - m e -
80% :
75%
70%
- 65% e —a/
\-‘H‘;l\?‘l-iillﬂ E6% e e e
55% g "o ®
50% —-
45% . :
40% - :
35% |—
30%
25%
20% e -~ —
15% R e e = g
10% o < o g ~g s O m“ﬂ\"—_’,_:i
5% :
0% . '
Qo | Q200- Q300 - Q400 | Qiot Q201 Q301 Q401
(—e—Total Satished | 6419% | 66 05% 66 05% 64 53% 78 21% 76.97% 79 62% 77 25%
—0—Very Satised!  1022% | 10 26% 10 92% 9 83% 15 92% 15 49% 14 64% 15 8%
—e— Satisfied 53 97% 55 79% 55 13% 54 80% 62 29% 61 48% 64.93% 61 36%
—o—Neither 21 55% 20 23% 20 13% 21 53% 10 19% 11.50% 8 00% 10 60%
o Dissatistied 14 26% 13 72% 13 82% 13 74% 11 60% 11 53% 12 38% 12 15%

Y Resuldts not werghted
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Current Prev Year End
' Quarter Quarter Total
Utility Total Total 2002 Satisfaction
Region Subsidiary Opcrations Sat Sat Goal Ranking
Amencan Water System 77 25% 79 62% 81 42% | Rgn [ Ul Sub| Oper
IL-IA ] 80 90% __ B1 46% 8438% | 3
CTmnes” T T T T 548 79 60 '_79“85"7““""' 879% | | & | T
T ‘Eastem 5 B10%% 79 79«’/;"““ Y R R
' 'Northem T 8466% ' 8368% 78. 94 % 1 71 99%. T 82.53% 15
T T Southem T 74 50% 776 86% 82. 25 % 179 30% ! -0 N R
T T iowa lowa 16 B85 95% 87 70% % T879% |T | 7 [y
IN-MF-OH 7504% 73 69% 78 74% | 5 :
indhana 7735%  7288% . 7936% 14!
_Central _ B296% 8313% 193 7921% | 28
T T T TEasten” T 6659% 77 24% 7923% |7 N
T "Nonthwest _B375% 8046% - 3. 8261% | 77 17
) ,Southern 7909%  6881% Y70 I R T
'Michigan Michigan_ _7288%  7931% o, 7843% | | 15" | 29
Ohio ‘ohio 6110% 78 10% 79 66% 13 | 26
Missoun Missoun :83 64"’ 86 85% 85 81% 1 3
T 0T “Central 9 " 7933% 77»50%“ ,:_1 8a81% | B e
T T T Eastem B8 58% 94 579 " BE:CEEE N R A
"Southwestem T 6897% 73 63% 75 17% 133
Weslem T5410% 36 53% " 5400% [ ’ Tl 41
Northeast _ 7353%  7521% 7783% | 6
© T 7T 77T Tonnedtical " Connecticut 108 7407% B8 04%, - 3 AT TR T 80
{Hampton “Hampton 100 00% ; 73 08% NA |} 8 if18
T Tlong Isiand “Long Island <64 52% 1 66 67% AT 7 B T I B
‘Massachusetts Massachusetis 43 06°% 54 70% N/A 22 40
New Jersey | L 7632%  7918% 8135% "
0T T Teenual 5557% 1 53 S0 2) . 67.40% | |77 Tl 36
T 7 777 TTRonheaslem | 85 8000% ' 8617% ' ( 8248% | | | 21
T T Morthwestem T FT20% | 7545% {3 Te1s6% | ] T Teg
. 'Southeastern T7300% 74 74% . 8192% | i 22
! 'Southwestem . B056% ' 8681% . | 87 18% o7
T T NEw York New York 65.17% | 6279% _ 239 : TONAT |0 e
7 "7 salisbury T Salisbury " 10000% * 62 79% 1 37 23 53 79,o ;58 94% 7.5 I R D
Pennsylvania Penns Syhania _7812% . 7935% 4 10
" Eastem 151 B0 79% . 8601% I R BTN
Northca..l _ B428% 56 '6"9"/ 66 44% 37
’ "Pittsburgh_ T B1.48% 87 98% 86 28% 175
. Waestem 87 70%  0052% (242 EEEN D
Southeast 7559% 84 51% . 848% | 2
T " Kentucky  'Kentucky ¢ 94 B9 15%  9326% o esaa% | 7| Ta |Tan
Maryland . Maryland B133% | 7674% . 45 81 18% 9 19
Temnessee  Tenncssce __7B38% ' B657% . 8785% | 1 3
7 T Ngma T T TVigma 76 09% T 83 4o%m~'_ C8384% | T T7 ) 42
Wvigma  ~— " 7 03 7806% ; 78 7§'7v TT067%) 814 84 40% | 5 |7
T T Central 98 7385% T 76 18% (2.3 86.35% |71 T ET
) ” Northem T 9040% ' B201% - | 84.80% ] 10
T Sounem o o e |
' ‘Westem 79.13% 82 76% 81 31% 20
Westem . 69 06% 69 19%  74.59% 7
) Anzona “Anzona BB 09%  7143% " 74 56% 17 |32
. Catformia ) 769 09% 89 713/;, 74.10% 18 |
' ' central 55 14% " s8'56% 62 81% . 38
T southem T 7613% 7 5 ; ':"“""’ 2 L T7983% | N T 247
T T NewMexico | Mew México 9 23% 54 38% 3 7843 | |12 |28

e L [ U I
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3893
Company

Current Quarter

4082
Company

Previous Quarter

i

Compény
Year End 2001

Top 2 Bo>:<
Target 2001

Nerther

Very Sansfied Sansfied Digsatistfied

\
|
i
1
.
|
!
i
.

'

o, .
5%

9 i
World Class

Level Yo ‘
85%
80% ‘
~“T5%-

Stimum
{ovel

Q100 -

Q200 -

Q300 *

Q400 *

Q1'01

Q201

Q3701

Q401

—a~—Total Satisfled

66 76%

67 12%

68 48%

67 01%

74 76%

7510%

76 57%

75 63%

—~a—Very Satisfied |

15 12%

14 33%

16 02%

13 71%

18 56%

18 15%

18 18%

17 51%

—a—Satisfied

51 64%

52 18%

52 45%

53.30%

56 21%

56 95%

58 39%

58 13%

~—&— Neither

14 53%

13 74%

12 89%

13 39%

8 37%

8 26%

6 84%

7 84%

0 Dissahsfied

18 71%

19 14%

18 64%

19.60%

16 87%

16 64%

| 1659%

16 52%

* Restdts nor werehired
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o ——— e
Curr.  Current Prev Curr /' Year End Year End
H’ . Qtr Quarter Quarter i Prev 2001 Over/ Total
Utihity Total Total Total Quarter Total 2001 Under 2002 Satisfaction
Region Subsidiary Operations  Resp. Sat Sat. Change Sat Target Target Target Ranking
Amencan Water Systam 3893 7583% 76 57% (O 93%) 7561% 74 10% Lt B 79 51% | Rgn | Utl Sub| Oper N
R TS 363 8101 % .. 7883%  113% 8034% 7624% 410, 5199% | 3 1
hnois T 245 8163%  7713% H50%  7943% 7548% 3 95% - B | | 5
i ) _Eastem " 65 , 87 55% B462% | Z u*"i 8357% 7706% 65i% Basen | [T (|75
T T T T T T orthem” T T T 81T TR0 9% T3 83% T T aas T 74 9% 8 7700 3. 7ea3% || T (22
Southem 89 ' 7790% . 7429% ' 31 | B063% ,7845% ' U125 82 24% i 10
(‘ - Tlowa lowa " 418" 7881%  8543% (6 62°) 8386% 79793% 173 a5 15% 2 1] 4
IN-MIGH 497 ' 7416% 73 20% _7410% 7320% OG- 78.46% | 4 |
o ndana C T T T 3eal T7a2dw 72.06% ¢ L7330% _7386% TBags [ | T[T
""" T T cemm T Tes s es% 373 i1 5%, 73 95% TT287% 17 7ero% | L T 7| o3
o Easten 116  B6546% ' 7069% (5 23%) 7039% 7391% (@3 52%) 77 36% T " 27
Northwest B2 B780%__88.37% (057%) 8112% 7952% 160, 84 49% 8
T T Y Tsodthern T T T 81T B287% 638B%  (101%)  6577%  72.82% (7 G4%.) 74 38% | 1 3
“Michigan Michigan 59 | 7458% 8305% ' (d47%) 7763% 7419% .45, 80 s/w N 2 AT
Ohio Qhio 74 7373%  YBB5%  (133%) TAT0% 7401% 45U, T 8121% 6 15
Missoun Missoun 422 B8340%  B7 89% (4 43°) B84 03% 76 73% 84 17% | 1 T
. Central 104 B381%  8204% _ ' 2  B069% 63119 8119% o9
o Eastem 112 88 27% 96 25% (7 93°) 90 81% . 84 56% _9081% ’ KR
© 7 Tsouthwestern 92 8739%  6277% 4 n%. | 6639% S5776% TBA%,  Te790% | | T e
i CT Westem T 114 5347%  37.51% .7 o 41 31% 27 01% 2 sy | 1 a1
Northeasl 933 7274%  7006% *Z-~-  T058% 7165% (107%)  7555% | 6
Connecticut  Connecticut . 115 7391%  7600% (209%) 7591% 74 oo """ 13i~  NA 10 | 20
__Hampton Hampton _ 1. 10000% 7037% 363 . 6909% 7031% _(122%) N/A 17 | 3
. _longisiand  Longisland - 1287 6328% _ 8662% B AT. 69 84% 6636% (65 52%)  6896% | | =21 |36
A V_ _ Massachuselts Massachusetts 109 5839% . 6638% (‘10_%) 6107% 7062% _{9 ‘3_‘)A . [\1/_@__ .1.18 | 35
- New Jersey i , 487 74 62"’ 72 72"’ poulo 73 03% 73 69% (0 Bo™ 77 1% 13
© 07 lcentral T "7 !7 84 +TsBe3w [ 8547% AR T5870% | 6842% (8 72% F}ajz e T
©___Nomheastem ' 88 '"7273%  7579% (306°)  7056% 7389% | C7835% | 7T T T2s
2% T ___Morthwestem 7103 |74 15% . 65 18% 3971 7132% 7063% N7 7699% | T T e
0T T T T T Tsoutheastern 100 7600% - 7755% (1 65%) 7753% 7982%  (239%%) E1 B4 | 18
g ) | Southwestem 112 . 8125% | 8000% - 79 20%"77 3% 183 B279% 13
o New York © New York 91 "8813% essEh 23T 7006% ! T7691% (6855 N/A“ T s gl
_ Salisbury  Sahsbury "2 T10000%  7581% %33 . 6336% 6574%  (238%) A 18 |3
i Pennsylvania_Pennsylvinia ) B 71 91% 72 58% lO__§_/i V. 7165% 73.76°% (2 11%) 76 44% 5 14 F
1 ©7 TEastem T TTiss78%9% 73u0% . Agi. 72 67% L773T% T (@70%) r7aswm || T | oea
- Northeast 112 1 4748%  5263% (5.15%) 5116% 5733% (817%) 62 76% 139
! Pittsburgh , 109 " 7982% 8073% (092%) 7971% T705% 2807, '8208% 112
Westem 225  8578%  B576% Ciye.  B534% 7846% 2235 ssosn | |7 T |73
Southeas! 733 . 7696% _ 8327%  (531%) _8082% 7632% 150,  8240% | 2 ,
[l . Kentucky | " Kenticky 795 . 70 sa%_f_gzts {14090 "7755% 7398% 357  7996% | | 8 |17
e  Manlend Maland 777 T7792% 0 7209% 7 568 7500%  7309% 19 rreewm | TN [Tar
- Tennessee  Tennessee 79 8354%  8281% 004%  8323%  7838%. 8461% | 4 |6
- virgima  Virginia 67 7025% _BA2am (13 99% s) 7623% 7007%' € 78 88% 19
i T Twvigma T 415 T Homiw 82 73% (242%) B351%  7891%, 4 JE:% 170 A R T N
c T T 7T T Cema T T 02 T8002% 8253%  (3.51%) 86 sa BlLeT% 4 86 24% T2
i ) Northemn =~ " 94 8337% B85 05% (1'68°:) 8138% 80.72% 1 8275% | 7
'Southern 108 8320% 8057% UG¥. 7878% 7691%- | 80 47% 14
T T Westem 11178 83% T 84.06% (523%) 8033% 7292% -4 T Eieaw | 7| T
: . %44 _ 6503% 6430% .  6165% 635/% (193°%) 6885% | 7 ,
‘Anzona  Anzoma 44 5455% B491% (1037°%) 5744% 60 30%  {2.86%) 6577% 22" |38
o Californa 208 6533% 6504% 02~  6080% 6266% (186%) 68 22% 20
Central 115 4609%  4425% 131 . 4464%  5569% (11 05%) 54 75% 40"
N T T T TSouthem 793 T 7640% TR 01% (o '6"13") T 7010% éé'ééw;“' 3w T7sis% | T T e
New Mexico  New Mexico 92 6630% 5833% 9. 6977% 7319% (3.36%) 74 96% || "6~ 55
| |
: |
" |
- Page 7 !
:
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Agreement that American Water System is a leader in the Water Industry
Yorld Class T olai ot ' g

I
Level i - it e
00 6. +
) G . 1
W i
1 -
L ,r
Mo T !
el - %] i
S o8 T :

1% 1

0% =

Tatal Respunses 3625 3837 16007 ]
Company | Company Company E Top 2 Box !
Current Quarter i Prewicus Quarter | Year End 2001 . Target 2001 |
@ Suongly Agice Agree Neither Disagree !
!
Lejderljn Water Industrﬁverall Trend |
\
World Clavs —>° | [
Luvel  -96% o -— S
85% :
80% 1
75%
70%
65% —— 1 —
60% .
55% 5 : \
- o o N
45% - 2 - g =T
40% —— L —
35% |——p— D N
30% o- :
25% - ' e —
20% ‘ |
15% e
10%, et ==yT T T O T R T T TR I T T T g I [P
PR o o
5% o —O TS iy [ (
0% Q100 * Q200 * Q300 * Q400 * Q101 Q201 Q301 Q401
—a—Tolal Agree 34 21% 34 99% 37 02% 35 74% 50 99% 50 00% 50 66% 53 67%
—o—Strongly Agree 457% 461% 498% 4.45% 7 58% 6 68% 8 73% 727%
—a—Agree 29 64% 30 38% 32 04% 31 29% 43 41% 43 32% 43 93% 46 41%
—e— Neither 55 39% 56 17% 53 52% 55 10% 40.01% 41 42% 42 10% 39 16%
o -Disagree 10 40% 8 84% 946% g 15% 9 00% 8 58% 7 24% T
* Results not werghted '
Page 8 :. l .
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; ,
,- Agreement that American Water System 1s a leader in the Water Industry
Curr  Current Prev Curr /  Year End ' Year End
Qtr Quarter Quarter : Prev 2001 Over/ | ' Totél
= Utility Total Total Total Quarter Total 2001 Under ° 2002 Agreeréqent
2 Region Subsidiary Operations  Resp. Agr Agr Change Agr Target Target Target Ranking
" |[Amencan Water System 3625 5367%  5066% 3017 5078% 4888% i 90%; 58 78% | Rgn | Utl Sub| Oper|
TR o .......39 6248% 5431% _ :‘w"u 5509% :5308% 201",  6246% | 2
dmnais T T T T T T oo T doogey  spspw G s 5455% :5313%, _1‘41_% ; 6219% 4i
o Eastem 56 6334% ' 4602% ' 173 | 4237%  4070% 1575, 59 77% ' 24
o - Nothem _ 785 ~ 6387% _ 5601% - RS | S537% 5520%, 0 4% | 6403% ) 13
Al T T T T southem 82 B020%  5451% 5335, eé 7% -5620% 1 A 66 97% A
S . "lowa © lowa 116 8332°%  6121% 274 1> 5718% 5128%  599°.  6351% 3 9
IN-MI-OH . 364 4799%  4339%  Jo¥.  4584% 4488% CO9Es 54 70% | 5
o JIndiana 3%  47B8% 4107% & v;az 'J 4458% 4476% _(018%) 53 91% 12
| C 7 central 76 4455%  3107% 13 4dvs 3926% 4532% (6“6(55?;)' s139% | T 17[ee
0T T T T Eastem 04 Ta3 44%  T4181% 1837, 4225% ' 44 64% (239%) " 5303%!' | I 25
T T T T T TNortnwest T 78 T TEs 9% 5560 (043%) ~ 56 87% 4583%  1104% , 62 26% [ 11
T “Southem 78 4956%  3374% 13 3886% 4533% 48%) | 5117%" 31
Sl T nchigan T Mchigan T T 7567 T aa64% a9 12% T 4545% 43 83% 5446%; | ~ | 117 20
AT T T one _Omo " 72 77 5019% " 57 08% 5361% 4585% 59 81¢ 51| 14
» |[Missoun Missoun 392 5555% 4406% 11 +9 . 5149% 49 46% 5938% | 4
T ' Central "~ 99 © 4678% 3925%  753':  4353% a507% 54 42% | 22
Eastem 104 5903% _ 4592% 1511,  5582% 53 04% 63 49% | 12
o | éouxhwssnem 90 46 67% 45 56% 115 a0 53% 45 56% ) 52 429% | 27
T T T Westem 99 " T36.07%  30142% T SeE T 25119 B0 gao, ’TF a5 3% T T T
- |[Northeast 849 47 14%  4434% 773",  4530% 45 66% 5434% | 6
M Comnecticut___ Connecticut 97 31.96%  3a 78% (_2 82%)  3580% 40 78% A 17 1| 34
s THamplon T THampten Ty 10000% _4000% 3 m A196% 41 74% o NA T T 93 T2
|l tongisiand " long island 123"'3331_70 . 398a% (163%) 3907% 438 82 (475%)  4905% | )¢ 14 [| 30
TR Massachusetts Massachusetls | 98 2578%  3265% '(6 %) 27 64% 40 77% ' (13 13%) /A 22 i| 39
ST CNewlJeisey 445" 50 38% AT U ST A8 és%- 46 '37 243 | 5683% 10 )
T T T central - _75_5__'; 4014% ; 3190% | ¢y 37.95% |44 gef/aﬁ_‘(s 41° )Mé'_ité 96% '_ R R 7
Northeastem '~ 757 " 5600% ~ 44'57% AT 4699% 45 79% . 1l 19
- o _ __Nerhwestem _ 95 |, 3750% ' 4221% (471%) _4323% 1 43 75% 23
Al T T Southeastem 947 4255% 3 11% 1 ide, T 47 a7 a6 200 ] ) N N A
il 1. . _Souhwsstem ! 106  64.15% 62 65% L 1EPe 6021% |49 43% ! w _7(3' ", B487% | 7
New York “New York 83 ' 3B55%  32.89% | 55a°. | 3782% 142 47% /o:_ 465%) ; NA 16 || 33
T 77 TSalisbaryT T Salisbury ~ T Tp T Ts000%, T 33505 17 Sl T 28 68% 739’779 (11 03%) ~ N/A 20 || 37
Pennsylvania_Pennsylvania o e o374 5598% 56 76% .. 078%) 5218% .51 <9_E§.’ L bav, 0 5996% 23 7
Eastem 147 _4827%  4902% | (074%) 4715% 53 23%  (B.0A%) 1 57 72% | 18
oo ___ Netheast —"""106 5054% 57 84% . (7. 1'65" 39 17% 75003% (11 76%) 54 61% | 29 )
T T T hitsbuigh T 108 TS5 s6%  saasel ('é”z‘v%) T 5703% '5280% 4. '73?'“"."5'2"27 T 10
‘Westem 213 BB06°% 5994% Y13%  6546% 5435% 17117, eeson | | 0 | 3
689 | 5014%  6300% (357%) 5947% 58 5o% I 8630% |, 1
Kentucky Kentucky 93 | 5501%  6552%  (960%) 5348% 53 95% (0 47" ) | 6303% 6 |15
" "Maryland ~ Manyland 70 ¢ 1 3286%  3590% (3 04%)  3522% 4949% (14 27 %) 5180% | 18 |35
_Tennessee  Tennessee ' 74 6081%  7000% | (919%) 69 76% ,6465% 5117, 7508% | 1 2
Vigina Vignia. T 64 3362%  4367% (10 05%) 34 81% 4992%  (1511%) s180% |° [ 19 | 36
W Viiginia ) ] 388 6974% 6562% 412 6766% . 6179% 53/  73.45% | 2 |
Central 95 8093% 6647% IR T207% 1 64 143/0 _B8Y. [ 777ew | 1
T T T Nothem T T B9 62 13% T BB 77w (6 63% ) 6290% . 64 6% (1 26‘ by 6988% [T T Iy
“Southem 99 6287% | 6519% (232%)' 6363% :6335% @ O L 7024% | 4
T Westem 7705 T'4926% 63 40% (14 14%) 58 57% 5558% “5'995- 66 31% | | &
318 _4034%  4207% (173%) 3889% 4252% _(363%)  49.34% | 7 (
T T T TAnzona Anzona 42 __3333%  2549% © 7 347, L 2784% 40 ) 11% . (1227%) ° 3897% | 21 38
T Calforna T B8 39279 43579 (21“3053 37”85% 4235%  (450%) 48se% | s T
7T T TCeniral 99 "2727% | 2946% , (219%) . 27 53% 4089% (1336%) , 4671% | | 77 |Tao
_;-' T ) .Southem B9 T4617%  5169% __‘_i(_é 5;9:'__) T4378% a4 24%ﬁ:__ % 5051% | 21
New Mexico New Mexico " 88 " 5114% 38 11%  1s Ao, 50 90% 45 24% 57 00% 9 16
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3821

Company

Current Quarter

4044 16881

Company
Previous Quarter

Company
Year End 2001

; i Very &ioud

Good Netther

‘.
|
I
; Top2E|»ox
| Target 2001

|
|

t

Overall Utility Valuc Trend

95%
90% _ - l
[
85% —
World Class i \
Level -80% - - - , |
75% ;
70% /\ ® - =2
65% - :
60% _ o é/ |
. — . |
55% - » ——
Vinsaum — . / w ]
I S W U o o T ™
ed / :
45% 2 ‘
|
40% — - , -
35% —— 1
30% :
- . - S | l
25% — - \\ ! l
20% 0 \ -
>~ o .
15% S Qe O e =
—3 a0 - mmemem Qe e o)
- a |
10% - S ‘ ‘
o | |
0% - - - - -
Q1’00 * Q200 * Q300 - Q400 - Q1'o1 Q201 Q301 C'I)4'O1
—a—Total Good 57 55% 58 61% 58 11% , 57 10% 72 49% 70 98% 70 27% 7(:) 76%
—0—Very Good 11 03% 10 75% 11 72% 10 40% 17 67% 15.31% 16 53% 15 55%
——G00d 16 52% 47 86% 47 39% 46 71% 54 82% 55 66% 53 74% 85 21%
—ea—Neither 26 22% 26 62% 26 02% 27 2% 15 70% 16 10% 15 76% 16 88%
o Poor 16 22% 14 77% ! 14 87% 15 63% 1 81% 12 93% 13 87% 12: 36%
]
* Resulty not werghted . l
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Overall Utility Value Ratine
e e

Curr  Current Prev Curr /' Year End Ye'ar End
Qtr Quarter Quarter Prev 2001 Over/ ‘ 1|'otal
Utility Total Total Total Quarter Total 2001 Under 2002 Glood
Region Subsidiary Operations Resp Good Good Change Good Target Target Target Ralnklng
Amencan Water System 3821 7076%  7027% R 7097% 6852% 7 in-, 75 87% | Rgn|Uul Sub] Oper
IL-IA 366 _7577%  76.71% (094%) 7530% 7126% 1030, 7915% 9
’ Minois 247 T 7807 Y7 0% (153%) 7552% 7144% 40, 7931% } 4
Eastem 86 7131% 74 54% (3 24%) 7408% 6990% 115, | 78 4a% | 11
’ Nothem 91 "7609% 78 89°% (2 79%) 7367% .68 11% 557, 7809% ) ' ’ 12
T T Southem” T 907 7952057 78 82% "ﬁ R 02°% 76 24% i"'7.+=.., BT [ T s
“lowa Tlowa 19 74 B1% 73067 1 76h. 74 agw, '7059% 3397, 78 40% - ‘6" 8
IN-Mi-OH 484 8534%  6709% (175%) 6936% 6526%  «o0v. 74 2% | 5
Indiana .. 353 6B92°%  6639% L. 6969% .6542% 4087, . 74 60% 1
LT T el T e _6760% _ B462% 238, 7202% L6 T1% 5310, a7agy [ )T BER
Eastem 111 B546% . 65 94% (0 48%)  7095% ©6501% JsEe esry T [T o
Northwest 80 7000% 7209% (209%) 71 v7°' 7069% 1499 777 pde, 19
Southem 80  63B4%  6138% o 3. 60 1 6168% (152%) &7 53% J 29
77 Mchgan  Michigan 57 B84 s893%  (279%) 554 ‘_“66 60% (1119%) “e300% | | 18 [ 34
Ohio Ohia 74 S654% 7213% (1550%) 6856% 6420% 478, 73 65% 13 | 26
Missoun Missoun 410 7607%  7561% b, 7590% 71 78% 7890% | 2 3
Central 102 | 7203% ° 7678% (4 75%) 74 40% 64 08% 80 19% 9
Eastem M1 7981%  7960%  uu.. 80 85% .80 19% 85 00% |3
T B Southwesten 90 67 78% 7500%  (722%) 70 45% 63 93% 77 26% |l es
“Westem 7107 U s249% 2 17% T . 4039% " 4834% (794  s269% | 1 59
Northeast 904 6477% 62 60% 2 16" . B8378% 6321% i,  6968% | 7 |
) Connecticut _Connecncuti B ‘__1»07 55 14% . 5521% . 5738% 58 59% (1 21%) . NA i_ 1|7 33
Hampton Hampron 1 .10000% 67 92% 7205% 5666% 15397 N/A, 8 |17
e longisland ”fLo‘ng Island 1247 5403% . 5778% 3 "n_:e_;é 83% _ 6268% _(285%) 661 2 16 | 3
. ___Massachusetls Massachusetts__1 06, 30. 44% ., 39 ¢ 68% ., (924%) 3308% .48 68% (15 60%) _w_:\y/_\ -
T iNew Jersey ] .. 478 T6915% | 6570% , 315 67 05% . 65 04% - T267% | IR
o 1Central 182 | 4763% 1 a1 03% . Gu, ! 48 46% T57 99% (9 gso,g,‘) | _5844% 38
_ Northeastern 85 I 7412% . B2a7ty 7345% “ero5% 78 98% 1 14
‘Nothwestem™ ~ 101 "7898%  6766% 7089% " 67 45% mf"?e 78% | | [z
Tttt o . Southeastern 100 58 00% 52 699 o 58 15% "62 98% (4 84%) T 6609% | —”"4“ 32
. Southwestem ' 110 6818%  6292% _..6819% '6854% (035%) '7a48% | | T | |27
New York ‘New York 86  5349% , 5301% 52 57% 56 90% (4 33%) NA . 20 | 36
7 sassbuy " Salisbury 2 T5000%  4390%  3615% 44 00% (7 85%) NA T T 217 a0
Pennsyhania Pennsyhania 598  7318% 6791% 69 53% 67 73% 7453% | 4 10
oo "Eastem ' 156 7878% ' 7632% » | 7436%  7054% 38 : 10
T T Notheast =~ 107~ 5834%  4540% iz 3 L 5093% _ 5612% (57 I R 14
T T T T Thsburgh T T 10 T 75 a1 T 08% TETE% T 72'6a% 70 adw i 16
Westemn 225 8664%  7708% 5%,  8273% 74 16% i 1
Southeast 718 T1T1%  7759%  (588%) 76 76% 74 23% 1
‘Kentucky Kentuchy 95 _7368% _ 7978% _(509%) 7889% 75 23% 2 4
Maryland Maryland 74 4865%  6585% (17 21%)" 5530% 5782% B RETN E
T T Tennessee _ Tennessee 76 7763%  7101% 6 pos, _8091% 77 20% IR
) " Vigma Virginia "85 6299% 8101% (18.05%) " 73 44% ~ 66 96% |7 15
_W Virginia 408 7146% 78 32% (B 96%) ' 7539% 7517%: ‘ % | 5 )
T ~certral 101 6897%  8306% (13 09%), 77 57% A N - e N
T T Northern 93 7863% 70 30% DI T 74TI% 77 06% (2 3% 179 (Lo 3 I I
.Southem 105 8309% . 7387% | 922, | 7367% 77 27% _(361%) | 7854% | [ 13
‘Westam 7109 T 6706% 7131% (425%) 71 51% 67 23%° "4 oa¢ 76 40% | Il 20
Westem 341 B6511%  6369% 1417, 6533% 60.52% 48l 7096% | 6
~_Anzona Anzona 45 73 33% L 6727% . & 6943% §149% ;7 04%.  7500% | [ 39T] B4
T Caoma T T T To04 T 65 00% T 63 97 T o 64 63% 60 35% f‘4 . 7061% 15 ]~
_Central 111 5946%  5766% 13, 6004% 5765% 03 , 6758% | | %
T T T outhemT T T a3 e 20%  6761% 038,  6757% 6128% Zogv. | 70 38% 28
T New Mexite " New Manids T 92 6304%  6027% 7  B936% 6507% 33 raeas | T 25
1
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FIRST DISCOVERY REQUEST INTERROGATORIES Schedul
AND REQUESTS TO PRODUCE TO NASHVILLE GAS COMPANY{ Page 1 o
BY THE CONSUMER ADVOCATE AND PROTECTION DIVISION

OF THE OFFICE OF THE ATTORNEY GENERAL
DOCKET NO. 03-00313 :
JULY 8, 2003 !

DISCOVERY REQUEST NO. 8: !

In response to, "Filing Guidelines For Rate Cases” question 28, Nashville Gas provided a series of

General Areas of customer service expectations, i e , Customer Service, Service Department, Meter
Services, Construction

i
(a) Please provide the measurement data for each of the items referenced in your response by| month, by

year since1998

(b) Additionally, have any additions/reductions in employment levels in these areas had an effect on
service quality? Please detail the effects indicated

RESPONSE: See attached

G \RateCase\TN\TNO3\CAD Data RequeshCAD 1st Data Request 7-8-03 doc
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July 15, 2003 N

Discovery Request No. 8:

In response to, “Flllng Guidelines For Rate Cases” question 28, 1
Nashville Gas provided a series of General Areas of customer service!
expectations; i.e., Customer Service, Service Department, Meter Serwces
Construction. “

(a) Please provide the measurement data for each of the items
referenced in your response by month, by year since 1998.

(b) Additionally, have any additions/reductions in employmenf

levels in these areas had an effect on service quality? Please

detail the effects indicated. .
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Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 03-00118

FOR EACH MONTH OF THE 12 MONTH PERIOD ENDING JULY 31, 2002,
PROVIDE FOR EACH CUSTOMER CLASS THE NUMBER OF ESTIMATED
BILLS RENDERED AND THE NUMBER OF BILLS ISSUED.

See attached.
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